20 



♦ 



m 
p 

si 



SYSTEM MEMORY 



(ROM) 



BIOS 



(RAM) 



y 2 
hi 



OPERATING 
SYSTEM 



APPLICATION 
PROGRAM 



OTHER 
PROGRAM 
MODULES 



PROGRAM 
DATA 



22 
24 

26 
25 

35 



PERSONAL COMPUTER 



21 



48 



PROCESSING 
UNIT 



T I, T , 

\ I Iftt 



VIDEO 
ADAPTER 



53 



23 



36 



32 



37 



NETWORK 
INTERFACE 



HARD DISK 

DRIVE 
INTERFACE 



■38 



MAG DISK 


OPTICAL DISK 


DRIVE 


DRIVE 


INTERFACE 


INTERFACE 



hard disk 
drive 



SERIAL PORT 
INTERFACE 



Magnetic disk Optical drive 
drive I 



27 



28 



30 



60 



31 




Mouse 
42 



Monitor 



47 



46 



51 



fo Q O cf 

Modem 

I 

54 



OPERATING 
SYSTEM 


APPLICATION 
PROGRAMS 


OTHER 
PROGRAM 
MODULES 


PROGRAM 
DATA 


35 


36 


3 


7 


38 



Keyboard 



40- 



52- 



Figure 1 




# 



Help Contents 
(CHMs, HTML 
Pages, Scripts 



70 



72 88 



74 



HC Database 

(metadata, 
index, keywords 



HCApp 



Browser Control 



Scripting Host 



82 



Content 
Authorization 
Store 




Script Library 
(data collection, 
incident creation, 

upload, etc.) 



78 



SAF 
Applications 
for registered 
vendors 



n 
v 



SAF 
Registration 
Store 



Collected 
Data for 
support 

automation 



Local Content 
Store 




140 v 



Update Packet 



Help Contents 
(CHMs, HTML 
Pages, Scripts 



FIG.2 



© Help &Support 



92. 



Home Index Assisted Support Tours & Tutorials 



96 



103 



98 



What would you like help with? 

Browsing the Web 
Connecting to the Internet 
E-mail and messaging topics 
Games, Photos, and Music 
More help topics ... 

Fix a problem 

- Get Assisted Support 
Use System Restore 

More resources 

View tours and tutorials 
Find a topic in the Index 
Report a millennium 



FIG.3 



ABC Co. 

Help and Support 




Recently Viewed help topics 

Freeing up more disk space 
Browsing the Web 



Search Help & Support 



90 




1 st-level category 


A1 


A2 


A3 


A4 



110 



2nd-level category 



B1 



B2 



B3 



B4 



3rd-level Category 


C1 


C2 


C3 



Help Topics 


T1 


T2 


T3 



Help Topics 



T4 



FIG. 4 



T5 



T6 



T7 



116 




122 



120 



124 



FIG. 5 



130 



2\ 



ID 


Parent 
ID 


Display 
Name 


Description 


Topic URL 


Keywords 


Index 


1 


0 


Audio 


Organizing and 
editing audio 


0 


0 


0 


2 


0 


Printing 


Printing 
documents 


0 


0 


0 


3 


2 


Change 

print 
settings 


How to change 
printer settings 


c:\Help\ 
prtnt_changing 
_setting.com 


Printer settings 


Change_Printer_S 
etting 


4 


2 


Printer 
diagnosis 


online diagnosis 
for the printer 


http:// 
printer_vendor/ 
printer_diagnosis 


Printer problem, 
printer diagnosis 


Printer_diagnosis 



FIG. 6 



Local Content Store 



80 



\ABC\ 

Fix.htm 
xyz.vbs 
display.gif 

\MSFT\ 



\DEF\ 



FIG. 7 



FIG. 8 

Content Authorization Store 



http://ABC/scripts/* 
\ABC\active\* 



HC Update module 



140 



Update Package 



76 



150 



CAB file 



Update 
Contents 



SAF Config 



HHT 



Package 
Description 
File 




Certificate 



148' 



146 



144 



142 



FIG. 9 



Package Description File 




<HELPCENTERPACKAGE> 
<CONFIG> 

<SAF ACTION="ADD" FILE="saf1.XML7> 

<SAF ACTION-'DEL" FILE="saf4.XML"/> 
</CONFIG> 
<METADATA> 

<HHT FILE="sample1.hht'7> 

<HHT FILE="sample2.hht"/> 
</METADATA> 
<INSTALL_CONTENT> 

<FILE ACTION="ADD" SOURCE="foo.chm" URI="help/foo.chm"/> 

<FILE ACTION-'DEL" URI="bogus/ghi.htm"/> 
</INSTALL_CONTENT> 
<TRUSTED_CONTENT> 

<TRUSTED ACTION="ADD" URI="<http.7/www.dell.com/support/>"/> 

<TRUSTED ACTION="DEL" URI="Bogus"/> 
</TRUSTED_CONTENT> 
</HELPCENTERPACKAGE> 
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